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INTRODUCTION 

In  February  of  1999,  the  Registrar  of  Motor  Vehicles  announced  his  intention  to 
close  the  Registry's  Lowell  office  and  merge  it  with  the  Lawrence  office.  This  decision 
sparked  public  outcry  in  the  Merrimack  Valley  area.  People  were  not  only  upset  by  the 
decision  to  close  the  heavily  visited  Lowell  office,  but  also  opposed  the  site  location  chosen 
for  the  new  center.  As  a  result  of  this,  many  residents  of  the  Merrimack  Valley  began  voicing 
their  dissatisfaction  with  this  decision  as  well  as  with  the  current  level  of  service  provided  by 
the  Registry.  Local  legislators  began  to  hear  horror  stories  of  long  lines,  poor  service  and 
technical  failures  at  Registry  offices  across  the  Commonwealth.  Area  newspapers  chronicled 
the  plight  of  consumers  trying  to  carry  out  simple  procedures  such  as  license  renewals. 

In  order  to  witness  first-hand  the  problems  being  reported  by  consumers,  the  Chairs 
and  some  members  of  the  Joint  Committee  on  Public  Safety  paid  unannounced  visits  to  the 
Registry  offices  in  Lawrence  and  Lowell.  They  arrived  at  the  Lawrence  office  on  August  5, 
1999  at  8:30  a.m.,  where  they  found  over  70  people  in  line.  After  interviewing  consumers 
and  employees,  the  Committee  determined  that  there  were  a  number  of  issues  that  should  be 
evaluated,  including  the  hours  of  operation  and  the  number  of  employees  at  each  office. 

Later  that  day,  the  Joint  Committee  on  Public  Safety  announced  that  it  would  be 
holding  a  series  of  public  hearings  across  the  Commonwealth  to  examine  the  performance 
of  the  Registry  of  Motor  Vehicles.  The  hearings  allowed  members  of  the  public  to  share  any 
concerns,  experiences,  or  suggestions  that  they  had  regarding  the  current  operation  of  the 
Registry.  The  hearings  were  held  in  four  locations  around  the  state  -  North  Andover, 
Springfield,  Sturbridge  and  Hanover  -  to  accommodate  citizens  from  across  the  state.  Over 
the  course  of  these  hearings,  attended  by  over  200  citizens,  the  Committee  heard  testimony 
from  over  80  individuals.  This  testimony  from  citizens,  legislators,  insurance  agents,  driving 
school  owners,  and  even  current  and  former  Registry  employees,  as  well  as  many  hours  of 
research  and  a  visit  to  the  Boston  office,  forms  the  basis  for  the  following  recommendations. 

It  is  the  hope  of  the  Committee  that  the  new  Registrar  will  begin  implementing  these 
recommendations  at  the  earliest  possible  time.  A  timetable  appears  at  the  end  of  this  report. 

The  goal  of  the  Committee  is  to  make  the  Registry  of  Motor  Vehicles  more 
EFFECTIVE,  EFFICIENT,  and  CONSUMER-FRIENDLY. 


RECOMMENDATIONS 

EXPAND  HOURS  AND  SERVICES  AVAILABLE  AT  REGISTRY  LOCATIONS 

*  Expanded  Hours  of  Operation  -  Full-service  Registry  offices  should  extend 
their  business  hours  to  accommodate  consumers.  These  offices  should  be  open 
from  7:00  a.m.  to  7:00  p.m.,  Monday  through  Friday. 

In  order  to  provide  twelve  (12)  hours  of  coverage  each  day,  the  Registry  should 
institute  a  two  (2)  shift  schedule  at  full-service  locations.  These  shifts  (from  7:00 
a.m.  to  3:00  p.m.  and  11:00  a.m.  to  7:00  p.m.  would  provide  thorough  coverage 
during  peak  and  non-peak  hours. 

*  Customer  Service  Representatives  -  Each  full  service  Registry  office  should 
be  staffed  with  a  Customer  Service  Representative  (CSR).  This  employee's 
principal  responsibility,  during  those  periods  when  there  are  many  customers  in 
the  lobby,  would  be  to  direct  every  customer  who  enters  the  office  to  the  correct 
line  or  window  to  conduct  his/her  business.  The  CSR  would  also  examine 
paperwork  and  answer  basic  questions.  The  CSR  would  staff  a  service  window 
when  there  are  no  lines.  The  CSR  would  reduce  needless  waiting  by  consumers 
and  would  reduce  the  risk  of  consumers  standing  in  the  wrong  lines. 

*  More  License  Express  Centers  -  The  Registry  should  increase  the  number  of 
License  Express  centers.  No  consumer  should  have  to  travel  an  unreasonable 
distance  to  renew  his/her  license. 

In  addition,  the  Registry  should  expand  the  services  at  License  Express  centers 
to  include  issuance  of  new  licenses  and  transfer  of  out-of-state  licenses. 

As  many  of  these  License  Express  centers  are  located  in  shopping  centers, 
providing  Saturday  service  is  possible.  This,  combined  with  the  expanded 
weekday  hours  at  full  service  Registry  locations,  would  eliminate  the  need  for  full 
service  centers  to  open  on  Saturdays. 

*  Establish  Automated  Phone  Service  at  Each  Registry  Office  -  Currently, 
consumers  cannot  reach  a  particular  Registry  office  by  phone  -  they  must  call  the 
Registry  in  Boston.  Due  to  the  high  volume  of  phone  calls,  quite  frequently 
consumers  must  wait  extended  periods  of  time  to  speak  with  an  operator  or  are 
unable  to  get  through  at  all. 

The  Registry  should  establish  automated  phone  service  for  each  office  to  provide 
basic  information  (directions,  hours  of  operation,  the  accepted  forms  of 
payment,  procedures  to  renew  licenses  or  register  autos,  etc.)  These  automated 
messages  can  provide  this  information  in  English  as  well  as  other  languages 
commonly  spoken  in  the  area.  Calls  to  these  lines  that  require  personal  assistance 
could  be  routed  back  to  the  Boston  call  center. 
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*  Provide  Expanded  Service  for  "Runners"  -  Each  full  service  Registry  office 
should  lift  the  two-transaction  limit  imposed  on  insurance  agency  "runners". 

By  expanding  service  hours  from  7:00  a.m.  to  7:00  p.m.  at  full  service  Registry 
offices,  it  may  be  possible  to  designate  special  hours  for  "runners"  to  come  in 
to  each  office  without  competing  unnecessarily  with  other  customers  waiting  for 
service.  These  designated  hours  could  either  be  off-peak  times,  or  during  the 
period  where  the  "early"  and  "late"  shifts  overlap. 

The  Registry  is  currently  implementing  the  Electronic  Vehicle  Registration 
(EVR)  and  DRIVE  programs.  These  advances,  in  addition  to  the  establishment 
of  RACE  units,  will  no  doubt  continue  to  decrease  the  number  of  "runners" 
using  Registry  offices.  If  it  is  deemed  necessary  to  establish  a  transaction  limit  for 
"runners",  it  should  be  consistent  across  the  system. 

*  Provide  Clear  Descriptions  of  Registry  Functions  to  the  Public  -  All  forms 
and  pamphlets  should  clearly  and  accurately  reflect  the  current  policies  of  the 
Registry.  In  each  office  there  should  be  a  visible  display,  easily  accessible  to 
customers,  which  contains  this  information.  There  should  be  clarity  and 
consistency  in  all  literature.  Each  form  should  clearly  state  the  information  being 
requested  of  the  consumer. 

DECENTRALIZE  REGISTRY  FUNCTIONS 

*  Establish  Regional  Registry  Offices  --  The  Registry  should  establish  two 
Regional  Offices  in  Worcester  and  Springfield.  These  offices  should  have  the 
capability  to  provide  the  same  services  as  the  Boston  office.  No  Registry 
customer  should  have  to  travel  to  Boston  from  central  or  western  Massachusetts. 

*  Establish  a  Problem  Resolution  Office  -  Each  of  the  Regional  Registry 
offices  should  have  a  Problem  Resolution  Office  (PRO).  These  offices  would 
address  complex  issues  and  research  problems.  This  would  lessen  the  number  of 
calls  to  the  consumer  information  line. 

TECHNOLOGY  AND  TRAINING 

*  Improve  Operation  of  Consumer  Information  Phone  Line  -  The  Registry 
should  increase  the  number  of  permanent  employees  working  in  the  phone 
center.  The  phone  center  receives  10,000-12,000  calls  each  day.  With  its  current 
staffing  level  and  phone  system,  it  is  only  capable  of  taking  about  5,000  calls. 
Only  30  of  the  55  call  center  operators  are  permanent  employees.  The  turnover 
rate  for  these  is  35-40%,  while  that  of  the  temporary  employees  is  110%. 

The  Registry  should  increase  the  number  of  permanent  positions  in  the 
department.  This  will  guarantee  a  degree  of  continuity  that  will  result  in  a  higher 
level  of  consumer  service  for  callers. 


*  Thorough  and  Consistent  Training  for  All  Registry  Employees  -  Every 
employee  must  have  adequate  training  in  proper  Registry  procedures  and 
policies.  In-service  seminars  should  be  conducted  periodically  to  update 
employees  on  policy  changes.  These  training  events  should  be  conducted  in  the 
Regional  Offices  to  ensure  maximum  participation  across  the  state. 

This  would  enable  the  registry  to  maintain  a  level  of  consistent  practice  among 
Registry  employees  throughout  the  state  and  would  ensure  that  every  employee 
receives  the  information  necessary  to  effectively  carry  out  his/her 
responsibilities. 

*  Update  the  Current  Computer  System  -  A  significant  number  of  customer 
service  problems  at  Registry  offices  are  due  to  the  computer  system  failing  and 
being  down  during  business  days  for  extended  periods  of  time. 

The  Registry  computer  system  should  provide  each  office  with  the  capability  to 
access  information  from  the  Boston  office  at  all  times.  The  investment  in 
creating  a  state  of  the  art  computer  system  would  prove  extremely  cost-effective. 
It  would  reduce  the  number  of  repeat  visits  made  to  Registry  offices  by 
consumers  and  would  prevent  the  loss  of  work  time  due  to  technical  difficulties. 

The  Registry  should  establish  an  interactive  database  for  more  accurate  addresses 
on  arrest  warrants.  Legislation  must  be  filed  to  establish  a  two-way  link  between 
the  Warrant  Management  System  (WMS)  and  the  Registry's  database.  Audits 
have  disclosed  that  the  Registry  has  a  low  match  rate  due  to  overly  strict 
matching  criteria  when  trying  to  cross-match  information  in  order  to  determine 
whose  license  should  be  placed  on  non-renewal  status.  The  registry  should 
review  the  current  criteria  to  determine  how  the  match-rate  could  be  improved. 

CONCLUSION 

As  the  Introduction  to  this  report  states,  the  decision  to  close  the  Lowell  Registry 
office  and  the  proposal  for  siting  the  Lawrence  Registry  were  the  two  major  factors  in 
bringing  legislative  attention  to  the  problems  at  the  Registry.  Of  additional  concern  was  the 
reduction  in  services  at  the  Southbridge  Registry  office. 

(1)  The  Lowell  Registry  office  should  remain  open.  This  city  has  a  population  of 
over  100,000  people,  over  35,000  of  who  are  immigrants  from  Southeast  Asia. 
With  its  diverse  population  and  unique  needs,  as  well  as  the  needs  of 
surrounding  towns  such  as  Westford,  Chelmsford,  Tyngsboro,  Tewksbury  and 
Dracut,  the  greater  Lowell  area  requires  the  support  that  only  a  full  service 
Registry  office  can  provide. 


(2)  Services  at  the  Southbridge  Registry  office  should  be  expanded  beyond  the 
current  License  Express  operation.  This  was  a  common  theme  from  the  20 
individuals  who  testified  before  the  Committee  in  Southbridge.  The  Committee 
feels  that  any  future  proposals  to  close  or  reduce  services  in  Registry  offices 
should  be  thoroughly  analyzed  before  they  are  implemented. 

(3)  Future  siting  decisions  of  new  Registry  offices  should  take  a  number  of  factors 
into  consideration.  First  and  foremost,  the  Registry  should  work  with  local 
officials  to  ensure  that  such  sites  are  easily  accessible  to  the  public  and  that  they 
have  adequate  off-street  parking  and  handicapped  access. 

(4)  Most  importantly,  the  Registry  must  have  adequate  resources  to  perform  current 
functions,  and  to  make  the  necessary  reforms  to  improve  its  effectiveness, 
efficiency  and  customer  service. 

This  has  not  always  been  the  case,  and  there  is  plenty  of  blame  to  go  around.  The 
Committee  does  not  exclude  the  Legislature  from  it.  The  House  and  Senate  FY 
2000  budget  proposals  currently  in  conference  committee  are  less  than  the 
$44.9M  requested  by  the  Governor.  (In  the  Senate's  case,  the  recommendation 
was  over  $700,000  less  than  House  1.)  The  recent  final  deficiency  budget  did  not 
include  $5M  in  funding  requested  by  the  Governor  to  improve  the  call  center 
phone  system. 

(5)  The  Committee  is  asking  the  new  Registrar  to  study  its  recommendations,  and  to 
respond  to  this  Committee  and  the  House  and  Senate  Ways  and  Means 
Committees  with  (a)  a  cost  analysis  by  October  15,  1999  and  (b)  a  proposal  for 
implementation  of  recommendations  by  November  15,  1999. 

In  conclusion,  the  Committee  acknowledges  that  there  are  other  issues  of  concern 
for  the  Registry,  including  assignment  of  license  plates;  mistakes  in  revocation  of  driver's 
licenses;  and  more  efficient  and  streamlined  issuance  of  handicapped  placards,  among 
others.  This  report  is  an  attempt  to  put  some  concrete  solutions  on  the  table  for  the  most 
common  concerns  heard  across  the  state.  We  stand  willing  to  work  with  the  Governor  and 
the  new  Registrar  to  support  a  common  goal:  a  Registry  of  Motor  Vehicles  of  which  our 
state  can  be  proud. 


The  Committee  would  like  to  thank  staff  members  Lisa  Carrier,  Paul  Fahey  and  John 
McDonough  for  their  assistance  with  the  oversight  hearings  and  this  report. 


